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The Age of Experience!



H
E
L
L
O • Customer Experience Specialist (CXS) (CX University

• Disney Institute – Quality Service Certificate

• Disney CX Summit 2018 – Disneyland, California

• Judge – Int’l Customer Experience Awards - Amsterdam

• Judge – Gulf Customer Experience Awards - Dubai



W E L C O M E
T O  T H E

A G E  O F

E X P E R I E N C E !



CUSTOMER
SERVICE
versus
CUTOMER
EXPERIENCE



5

CUSTOMER
SERVICE
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CUSTOMER EXPERIENCE – end-to-end journey
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HOW STARBUCKS DO CX 
• Worldwide revenue $25bn

• Employees =  300,000 +

touch point
experiences

in 

1
Cup of Coffee



20 touchpoints in 1 Cup of Coffee



CUSTOMER
TRENDS 2019
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CX TRENDS 2019

convenience

#1





delivery times!!
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CX TRENDS 2019

personalisation

#2







BMW iVision - Future Interaction 
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CX TRENDS 2019

humanised 
experience

#3



CX

POINT OF CONVERGENCE 
IS WHERE REAL CX HAPPENS



HUMAN
EMOTIONAL
CONNECTORS

Feel a sense
of

belonging
Have an affiliation with people they relate to; or feel part of 

a group



Humanising the digital experience



Humanising the digital experience
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‘kando’
interactions that inspire 

emotional connections



• FEEL

• FELT

• FOUND

APPLE EMPATHY TRAINING



WHICH 
COMPANIES 
ARE GETTING IT 
RIGHT?

HOW……

GREAT 
EXAMPLE
OF WHO IS 
GETTING IT 
RIGHT?



U$1 Billon
2014

technology



+ +



WHICH 
COMPANIES 
ARE GETTING IT 
RIGHT?

HOW……

HOW DO 
DISNEY
GET IT RIGHT?



people processes technology

①

Map every touch point in the customer journey



A MEANINGFUL PURPOSE STATEMENT

people



LEADERSHIP

PROCESSES

PEOPLE

TECHNOLOGY

CUSTOMER

SHARE
HOLDERS

OUTSIDE
-IN

BUSINESS MODEL



PEOPLE

TECHNOLOGY

LEADERSHIP

PROCESSES

SHAREHOLDERS

INSIDE
-OUT

BUSINESS MODEL



Disney Management mandated to spend

75%
of their day with customers & employees



HOW
DO WE COMPETE
IN
THE AGE OF 
EXPERIENCE



THINK
DIFFERENTLY

ABOUT OUR BUSINESS



THINK
DIFFERENTLY

ABOUT OUR BUSINESS



THINK
DIFFERENTLY

ABOUT WHAT WE OFFER

TO REMAIN RELEVANT



?
AVAYA USERS



THINK
DIFFERENTLY

ABOUT THE
CUSTOMER
JOURNEY
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THINK
DIFFERENTLY

ABOUT THE
CUSTOMER
JOURNEY

POINT OF 
PURCHASE
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THINK
DIFFERENTLY

ABOUT THE
CUSTOMER
JOURNEY



https://www.cxacademy.co.za/customer-journey-game

https://www.cxacademy.co.za/customer-journey-game


except you win customers or lose customers

CUSTOMER-nopoly
just like Monopoly





LAY OUT THE BOARD



EACH TEAM ELECT A 
TEAM LEADER

WHO IS
‘THE BOSS & THE BANKER’



CUSTOMER-nopoly



WINNING TEAM

ADD UP
TOTAL

#
CUSTOMERS



F U T U R E  S U C C E S S

R E L I E S  O N  H U M A N I S A T I O N
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T H A N K  Y O U

www.cxacademy.co.za

lynn.cxacademy.co.za

082 457 5752

https://www.cxacademy.co.za/customer-journey-game

lThe Customer Junrey Game link:-

https://www.cxacademy.co.za/customer-journey-game

